Abstract-Examined and organized the precedent researches on emotional labor, burnout, stress coping strategy, and social support, and conducted surveys with questionnaires, targeting the workers at department stores and hotels. A hierarchical regression analysis and hierarchical moderated regression analysis were conducted. The result of the study showed that as the frequency of emotional labor increased and surface acting increased, emotional exhaustion increased, and as deep acting increased, emotional exhaustion decreased. The moderation effect of the stress coping strategy and social support were partially adopted. This study's point of implication is that it confirmed a positive aspect that deep acting of emotional labor decreased emotional exhaustion unlike the existing study on emotional labor focused on the negative results. Also, the study experimented with the stress coping strategy as a moderating variable between emotional labor and burnout for the first time, showed that there was a moderation effect, and showed the necessity for educating coping skills centering on these aspects and developing diverse programs.
INTRODUCTION
HE proportion of service industry in the whole businesses is increasing, and service quality is getting more important. Service industry employees are being required by organizations to hide their emotions and express those desired by customers, and they have to express emotions prescribed by organizations when they encounter customers by controlling their emotions. This stress is called emotional labor [Hochschild, 1983] . Job satisfaction of employees who perform emotional labor is low, and their organizational commitment is deteriorated. Emotional labor harms psychological peace and has negative effects on job satisfaction and organizational commitment.
Burnout may occur to these service industry employees, and it is a result of continuous and repetitive emotional pressure that takes place while they maintain close relationships with people for long. The reason why the concept of burnout has come to be considered important is that burnout causes both organizational members and an organization itself to have adverse effects. The need that a wide range of organizational groups including service and general companies should understand lots of factors and conditions that result in burnout is being emphasized. Besides, even if emotional labor occurs in equal work environments, its influences on burnout appear differently. Therefore, identifying variables that moderate negative effects of emotional labor is also a meaningful research subject. Thus, this study tries, based on preceding researches, to learn stress coping strategies that relieve negative effects of emotional labor on burnout and examine moderating variables of social support.
The purpose of this study is as follows. First, grasp if emotional labor would influence burnout. Second, grasp if stress coping strategies would be able to relieve the influence on burnout. Third, grasp if social support would be able to relieve the influence on burnout.
II. LITERATURE REVIEW

What is Emotional Labor?
Emotion work is the starting point for the understanding of emotional labor. Hochschild (1983) used the term emotion work to refer to any attempt to modify the experience or expression of a consciously felt emotion. When the individual performs emotion work as a required part of his/her actual job performance it is called emotional labor. Callahan & McCollum (2002) Grandey (2000) defined emotional labor as "the process of regulating both feelings and expressions for organizational goals". It was found that typical researches have not clearly agreed on the conceptual definition of emotional labor, and there have arisen conceptual differences due to a matter of perspective. The point that preceding researches commonly claim is that emotional labor occurs in organizations where employees have to hide their individual emotions and express those required by organizations.
Thus, this study defines emotional labor as efforts of employees to control their individual emotions and expressions in order to express those required by organizations. Hochschild (1979 Hochschild ( , 1983 categorized those performing emotional labor based on the 'acting' they were performing. Hochschild describes two types of emotional acting: surface acting and deep acting. Surface acting involves employee's simulating emotions that are not actually felt, by changing their outward appearances (i.e, facial expression, gestures, or voice tone) when exhibiting required emotions. Deep acting occurs when employee's feelings do not fit the situation; then they use their training or past experience to work up appropriate emotions.
Dimensions of Emotional Labor
Hochschild discussed surface acting and deep acting as key features of emotional labor, however, several researchers suggested that emotional labor is a multidimensional construct and may involve strategies other than surface acting and deep acting.
Ashforth & Humphrey (1993) argued that employees must do surface acting or deep acting in order to express the expected emotions. However, they took the definition of emotional labor a step further by including a third category of emotional labor called expression of genuine emotion. They stated that conceptualizing emotional labor as surface acting and deep acting alone dismisses the possibility of employees spontaneously and genuinely experiencing and displaying appropriate emotions.
Morris & Feldman (1996) conceptualize emotional labor in terms of four distinct dimensions; 1) the frequency of appropriate display 2) attentiveness to required display rules 3) variety of emotions required to be displayed 4)the emotional dissonance generated as a result of having to express organizationally desired emotions that are not genuinely felt. Later, in their empirical research on antecedents and consequences of emotional labor, emotional labor was identified into three dimensions: 1) frequency 2) duration 3) emotional dissonance.
Examining preceding researches dealing with emotional labor dimensions, since Hochschild first suggested surface acting and deep acting, emotional labor dimensions have not been clearly determined until today. Although plenty of researches on emotional labor dimensions are presently being conducted, no agreement has been brought about yet. Many of researches have dealt with emotional labor dimensions by using surface acting and deep acting that only focus on emotional expressions, and the results are also limited. Thus, this research, to approach emotional labor multidimensionally, composed emotional labor dimensions with surface acting, deep acting, frequency, strength, and diversity.
Definition of Burnout
Maslach & Jackson (1981) defined burnout as an overall phenomenon that organizational members who frequently make interpersonal relations experience, and a sequential intensive course. Emotional exhaustion is a sort of rolerelated stress, and individuals who experience it come to lose interest in and passion for everything, and feel fatigue and a sense of loss due to loss of work motivation or loss of interest. Depersonalization represents that individuals get psychologically derived from customers, colleagues, works, and organizations, and have sardonic and callous attitudes towards them. Employees who experience depersonalization often treat people like things or perceive that they are irrelevant. Reduced personal accomplishment means that employees negatively react to their jobs due to deterioration of desire for job achievement and reduction of will to succeed in works. Moreover, it makes them invest little time and energy in customers, which leads to lack of accomplishment, so that they assess their abilities negatively.
Definition of Social support
Social support, as a byproduct generated from constant interrelationship among people, is a concept that means emotional solidarity to trust and help one another, functions to help react and adjust in stressful situations, reduces the possibility of occurrences of undesirable stress in daily life, and contributes to psychological peace. Cohen & Hoberman (1983) defined social support as a positive resource that an individual can gain from interpersonal relations, and House (1981) defined it as a function that helps solve problems by relieving the severity, and protects individuals from harmful effects of stress and promotes healthy behaviors by making them less sensitive to stress.
Definition of Stress Coping Strategies
Employees experience situations that arouse stress while working. Even if they are exposed to stress factors, the influence may vary with how they cope. The effect of stress on individuals varies not only with the absolute level of stress, but with ways to perceive stress and the degree that they get helps or cope rationally to reduce stress. When employees face stressful situations or threatening conditions that they think they cannot bear with resources they have, they consciously and unconsciously tend to increase their resources or try to relieve tension to reduce internal and external demands, and these acts to react, adjust, and respond to stress is called coping.
III. RESEARCH MODELS
Research Models and Hypothesis Setting Up
This study, to learn the effect of emotional labor on burnout, set emotional labor as an independent variable and burnout as a dependent variable. In addition, in order to learn the effects of stress coping strategies and social support, moderating variables, on emotional labor and burnout, research models as below were developed. H2: Emotional labor will have a negative (-) effect on burnout.
H3: Stress coping strategies will moderate the relationship between emotional labor and burnout. H4: Social support will moderate the relationship between emotional labor and burnout.
Operational Definition and Measurement of Variables
Emotional labor was defined as efforts of employees to control their individual emotions and expressions in order to express those required by organizations. Brotheridge & Lee's (1998) research was used after being modified and complemented, and totally 23 items were constructed. Measurement of variables was conducted focusing on diversity, strength, frequency, surface acting, and deep acting. Each item was measured with Likert's five-point scale.
Burnout was defined as a reaction to chronic stress accumulated through interpersonal relations, and a state that deteriorates organizational performance due to physical and emotional exhaustion, and MBI scale developed by Maslach & Jackson (1981) was used after being modified and complemented. Each item was measured with Likert's fivepoint scale.
Social support was defined as helping employees conduct their duties or change stress factors related to the duties. The questionnaire was composed of totally 24 items, and the type of social support consisted of four sub-variables, that is, seven items for emotional support, five items for appraisal support, six items for informative support, and six items for physical (instrumental) support. Each item was measured with Likert's five-point scale.
Stress coping was defined as efforts of individuals to overcome, tolerate, reduce, and minimize environmental and internal demands and conflicts being burdens to them. A tool developed by Lazarus & Folkman (1984) was used after being modified and complemented, reduced to 33 items. It consisted of eight items for problem-centered area, five items for hopeful perspective area, six items for indifference area, seven items for social support search area, four items for positive perspective area, and three items for tension relieve area. Each item was measured with Likert's four-point scale.
IV. METHODS
Participants
This study selected employees engaged in service organizations of hotels and department stores, performing emotional labor, as research subjects. The employees were working at hotels and department stores located in Korea.
Measurement Tools
In order to maintain minimum content validity that measurement tools should equip to measure concepts or attributes precisely, it was made based on questionnaire items whose validity had already been verified in typical researches. And in order to evaluate construct validity that represents what the measurement tools used by researchers actually measured and how appropriately the abstract concepts that researchers intended to measure were measured, the Factor Analysis was conducted. For the Factor Analysis, of many methods being generally used, the Principle Component Analysis being the most widely used was used, and construct validity was analyzed by applying the Varimax Rotation.
Data Analysis
The data collected for this study was analyzed by using SPSS (Statistical Package for the Social Science) WIN 17.0. For analysis techniques, frequency and percentage were calculated to grasp demographic characteristics of the subjects, the Factor Analysis was conducted by using the Varimax Rotation to select valid items, and Cronbach's alpha coefficients were calculated to verify validity of the measurement tools. An average and standard deviation of the measuring variables were calculated, and in order to learn correlations among the variables, the Pearson's Correlation Analysis was conducted. And the Hierarchic Regression Analysis was conducted to learn the effect of emotional labor on burnout, and the Hierarchic Moderated Regression Analysis was conducted to examine, on the relationship between emotional labor and burnout, the moderating effects of stress coping and social supports of superiors and colleagues.
V. RESULTS
First, as a result of analyzing the effect of emotional labor on burnout, organizational members with higher academic background had a higher level of emotional exhaustion. And it turned out that as frequency of emotional labor increased and there was more surface acting, the level of emotional exhaustion increased, and as there was more deep acting, the level of emotional exhaustion decreased. As frequency of emotional labor increased, the level of depersonalization increased. As frequency of emotional labor increased, the level of reduced personal accomplishment increased, and as there was more deep acting, the level of reduced personal accomplishment decreased. Second, for the results of the moderating effects of stress coping strategies, the hopeful perspective area turned out to have moderating effects on strength and emotional exhaustion, frequency and emotional exhaustion, strength and depersonalization, and frequency and reduced personal accomplishment. And it also turned out that the positive perspective area had a moderating effect on deep acting and emotional exhaustion, and the tension relieve area had moderating effects on surface acting and depersonalization, and deep acting and depersonalization.
Third, for the results of the moderating effects of social support, physical support turned out to have moderating effects on diversity of emotional expression and emotional exhaustion, and strength and emotional exhaustion. It also turned out that emotional support had moderating effects on deep acting and depersonalization, deep acting and reduced personal accomplishment, and deep acting and depersonalization. And emotional support and physical support turned out to have moderating effects on diversity of emotional expression and reduced personal accomplishment, and surface acting and depersonalization.
Of social supports, it turned out that support of superiors had a larger effect on burnout reduction than support of colleagues.
VI. CONCLUSION
Theoretical Implications are as follows. First, existing researches on emotional labor dimensions are mostly based on those of Hochschild and Morris & Feldman, and most of them mainly dealt with the negative effects of emotional labor. This study, for sub-dimensions of emotional labor, examined the effects of not only surface acting and deep acting but diversity, strength, and frequency on sub-dimensions of burnout, and it was indicated that deep acting of emotional labor decreased emotional exhaustion, which is a positive aspect.
Second, it turned out that as frequency of emotional labor increased and there was more surface acting, the level of emotional exhaustion increased. In his study, Maslach & Jackson (1981) claimed that burnout progressed through emotional exhaustion, depersonalization, and reduced personal accomplishment, in order. Typical researches also reported that emotional exhaustion was the most fundamental dimension among those that caused burnout of organizational members, resulting in the rest two dimensions. In this study, it was also found that, of the sub-dimensions of burnout, the first stage, emotional exhaustion, was high.
Third, typical researches considered that stress coping strategies played the role of relieving job stress. This study first attempted to consider stress coping strategies as a variable moderating emotional labor and burnout, and it turned out that areas of hopeful perspective, positive perspective, and tension relieve of stress coping strategies influenced elements of burnout.
Fourth, it turned out that physical support and emotional support of social support influenced elements of burnout. Hobfoll (1998) , using the Model of Conservation of Resources, claimed that resources such as social support relieved burnout. Kirmeyer & Dougherty (1998) reported that even if employees had the same level of stress, whether they could overcome the stress might vary with strength of social support. This study also confirmed the finding of existing researches that social support played the role of relieving burnout.
Actual Implications are as follows. First, it turned out that, on the relationship between emotional labor and burnout, surface acting caused burnout, and deep acting reduced burnout. Like this, results vary with the ways that service industry employees perform emotional labor, and in this study, deep acting of emotional labor reduced emotional exhaustion. Thus, organizations need to grasp the ways that employees perform emotional labor and manage them discriminately, and employees who perform surface acting should try to minimize occurrence of burnout. In addition, given the perspective of stages of burnout, because emotional exhaustion influence next stages, depersonalization and reduced personal accomplishment, employees need to properly cope with emotional exhaustion, the first stage of burnout.
Second, because areas of hopeful perspective, tension relieve, and positive perspective of stress coping strategies had moderating effects on elements of burnout, organizations should educate on coping skills focusing on this part, and develop various programs.
Third, for social supports, it turned out that support of superiors had a larger effect on burnout reduction than support of colleagues. Thus, it is needed to seek measures for improving smooth communications and relationships between employees and superiors.
